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True Caller ID via CapTel

Hamilton ensures that FCC compliant Caller ID services will be provided to CapTel users of
Pennsylvania. The FCC has required that when a TRS facility is able to transmit any calling
party identifying information to the public network, the TRS facility must pass through, to the
called party, at Jeast one of the following: the number of the TRS facility, 711, or the 10-digit
number of the calling party. CTI has been providing True Caller ID which passes along the
10-digit number of the person calling since August 1, 2005.

The actual identity of the Calling Party is presented 1o the Called Party’s Caller ID box (True
Caller ID). With True Caller ID, the Called Party may not know that they received a call via the
CapTel service. Also if the Calling Party blocks their Caller ID, the Called Party does not
receive any Caller ID information, functionally equivalent to a normal telephone call.

Call-Waiting via CapTel

Call-waiting is supported by 2-line CapTel. When the CapTel user hears (or reads in the

captions) the “beep” telling him/her a second call is commg in, the party would simply press the

FLASH button on their CapTel phone. The CapTel user’s second caller will be on-line, and the

CapTel user will receive captions of the conversation. The CapTel user will still receive captions
’ of their first conversation, 1f/when they return to the first caller by pressing the FLASH button

again.

No charges will be assessed to CapTel users for these local exchange non-basic services beyond
what the user pays their LEC for these services.

Hamilton verifies that this service is being provided 1oday, therefore there is no time estimate
associated with completion of this task.

0. Mainiain user profiles a1 the oprion of users, which may include such information

as frequently called numbers, preferred curriers, dnd user’s email address for

notification purposes. Such information is 10 be afforded the same confidential treatment

as the conients of calls made. Transfer user profiles 10 new service provider at the end of
T the-contraet/extension-period if so direcied by Commission or requesied by users. Absent

specific alternate instrucrions from Commission or users, destroy user profiles at the end

of the contract/extension period.

Hamilton understands and will comply. The CapTel Database Profile Request form includes
speed dialing, preferred carrier, and user’s email address for notification purposes. Speed dialing

is bum directly into the CapTel phone’s dialing directory. Hamilton ensures that User profiles
will be treated in the same confidential manner as the contents of the calls made. Hamilton will
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transfer User profiles to a new service provider at the end of the contract/extension period as
required by FCC rules.

Following is the CapTel Database Profile Request form.

Hamilton verifies that this service is being provided today, therefore there is no time estimate
“associated with completion of this task.

Relay
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@ CapTel Database Profile Request

Date Contacted: State Program:

FCC Docket No. CG 03-123 |

Applicatidn for Recertification of the Pennsylvania TRS

November 8, 2007
Dage bzl

Name: | Email:

Street Address:

City, State, Zip:

Customer’s ESN:

Area Code and Phone Number:

| rg&ions:

Preferred Carrier of Choice (COC) =

. (preferred Jong distance service)
Remove 900 call block Request 900 call block

Block the following phone numbers for outgoing calls: (e.g. 411)

Spanish to Spanish requested

Customer Service Representative: s)

Entered into Database by: - : . | (initials)

Date Database Entry Completed:

Completion confirmed with customer by

Mail 10:- CapTe] Customer Service

Ultratec, Inc.
450 Science Drive
Madison, WI 53711
' . Or: Fax 608-238-3008
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p- Provide appropriate billing i;z]"ormazimi Jor 10ll/IXC (interexchange) calls to
appropriate billing entities. Route 10ll/IXC calls 1o and from users via the originating
party’s preferred carrier of choice. Prospective contractors must detail how calls will be
routed and billed if the originating caller does not have a specified preferred carrier of
choice. :

To encourage interexchange carrier participation, election of carrier of choice is advertised to
CapTel users. CTI then asks requested carriers to participate in equal access.

All billing is performed by the customer’s long distance carrier of choice. All billing
information is routed to the customer's carrier during the outbound call setup. The carrier
provides accurate billing to the customer using the same process used for regular non- -
CapTel calls.

Hamilton ensures that CTVRS users will have the ability to access their chosen carrier of choice
for intrastate or interstate interexchange carrier calls without regard to what CapTel phone they
may call from to the same extent such access can typically be made by a TRS user (such as using
10-10-XXXX to-access carrier of choice).

Hamilton will inform CapTel users of the need to designate a long distance carrier for long
distance CapTel calls and the consequences of not making such a designation through a variety
of outreach methods including newsletters, outreach events, the website, etc. Following is the
type of message that Hamilton will use to provide this eéducation to CapTel users.

What CapTel users need to know about long distance calling:

If a customer needs to make long distance calls with CapTel they must register their existing
long distance service or calling plan with CapTel Customer Service to ensure that any long
dlstance charges are billed under their current long d:stance provider.

If they do not register a preferred long distance provider with CapTel, any long distance
captioned calls they make will be automatically billed by their state’s TRS long distance carrier,
at their long distance rate (which varies by state). There is no charge to customers for using the
CapTel captioning service.

What Voice Users Who Call a CapTel User Needs to Know

People who call a CapTel user via long distance should also inform CapTel Customer Service of
their long distance provider, to ensure their long distance calls to a CapTel user are billed under
their existing long distance service.

Pennsylvania CapTel
RHBLY\___.
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If a voice user who calls a CapTel user does not let CapTel know their preferred long distance
provider, any long distance captioned calls they p]ace 10 a CapTel user will be charged on their
phone bill under that state’s TRS long distance carrier, at that state’s Jong distance rate (Whlch

varies).

Following is an email that was sent to state relay administrators and equipment progfam.
administrators in May of 2006.

“Effective June 1, 2006 all voice-in calls to the CapTel Captioning Service will receive a
new voice greeting that alerts callers 1o the possibility of Long Distance charges, and
gives callers an option to find out more information. If callers press the # key for more
information, a voice recording lets them know they can register their preferred Long,
Distance carrier of choice with CapTel Customer Service, and gives them contact
information. The greeting then continues as before, instructing callers how to proceed

with their call.

"Thank you for calling the Captloned telephone service. For long distance calls, be |
sure to register your preferred carrier of choice. For additional information press '
_pound_. (short:pause) Please enter the area code and phone number of the person ‘

’ ‘you are calling followed by the pound sign." | |

*When the pound sign is pressed
“RCC rules require billing of long distance calls. You may arrange to have your
calls billed 10 your established calling plan by registering your phone number with

CapTel Customer Service at 1-888-269-7477”

If the caller has already heard the message and chooses to ignore it, the message will stop
automatically when they continue to enter the phone number.

Because CapTel provides service to all states from a common call center and a common
customer service group, the number of work hours for carrier participation is not specific to a
single state’s service and therefore is not available.

q. Respond 10 complaints and service, nerwork, or equipmem inguires from users
and/or the Commission in a timely and p;o;‘emmnal responsive manner. Provide and
maintain contact information for handling and es¢alating complainis and service,
nerwork, or equipment inquires. Any Situuiion that has caused or will cause complaints
from more than ﬁ'w (5) users or that has or will last more than ﬁve (5) hours in duration
must be brought 10 the Commission’s attention und 10 all users’ atiention as soon as it is
realized that the situation hus met or will meet these paramelers. Periodic status reporis,
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an all-clear repori,.and a subsequent roor-cause analysis will be required as specified by
the Commission in accordance with the nature of the situations as they arise. Each
Jailure 10 provide any of the requisite notices or reports will be a separate breach of the
contract. See Appendix D for the applicable SLA.

Hamilton and its subcontractor will respond to all complaints and service, network or equipment
inquiries from users and/or the Commission in a timely and professional manner. As discussed
previously in Section IV.-2(b) and Appendix G, Hamilton has provided and will maintain contact
information for handling and esca]ating complaints and service, network or equipment failures.

Hamilton will bring items contained in Appendix G to the PUC’s attentJon Hamilton will
provide all-clear reports once any issues are resolved.

CTI has established procedures for handling comp]amts regarding CapTel Serv:ce and will report
all complaints to Hamilton. CapTel Customer Service and the toll free 800 number will be
staffed from 8:00 AM'to 5:00 PM Central Time, Monday through Friday.

The CapTel Customer Service Department receives expression of concerns and requests
for assistarice via email, phone, or fax. Each comp]amt is addressed promptly by one of
CTI’s representatives with the goal of ‘same day seryice’ when technically feasible.
Hamilton will resolve all complaints — if they contact the CapTel Customer Service
Department dlrectly, if they contact the Hamilton Relay Customer Service Department or
the regulatory body. Hamilton will ask the customer for all pertinent information regarding the
complaint and will exp]am thﬁt Customer Service will contact them again after i investigating the

complaint. -

Customers can call Hamilton for any complaint or Lroubﬁe reporting 24 hours a day seven days a
week. We are ALWAYS available to customers. Some; CTVRS users will automatically contact
Captioned Te]ephone Inc. directly rather than the Ham:]ton Customer Serv:ce Department.

Hamilton can hand]e all CTVRS trouble reports even after hours and will act immediately to
restore service to CTVRS users.

-All'coniplaints received by supervisors, either verbally or in writing, are documented including
their resolution, kept on file and are available to the Commission upon request. Hamilton will
provide timely, suffi cient mformauc;mab]e the PUC to
maintain the complaint ]og and submit the summary requ1red by the FCC 0n an annual basis.
Hamilton will sut submit copies of complaints to the PUC on a monthly basis..

Hamilton is unable to accept the following Sections and has listed this as an exceptlon in
the Attachment to the Transmittal Letter:

Relay
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1. Any situation that has caused or will cause complaints from more than five (5) users or that
has or will last more than five (5) hours in duration must be brought to the Commission’s
attention and to all users’ attention as soon as it is realized that the situation has met or wnll
meet these parameters.

2. Periodic status reports and Root-cause analysis as spec1ﬁed by the Commission in
accordance with the nature of the situations as they arise.

3. Each failure to provide any of the-requisite notices or reports will be a separate breach of the

contract.
4. Hamilton is unable to accept the SLA contained in Appendix D. Hamilton has listed this as’

an exception in the Attachment to the Transmittal Letter.

Hamilton verifies that the procedure for resolving complaints is complete, therefore there is no
time estimate associated with completion of this task.

r. Explain how quality and quaniity of CTVRS service will be measured and how
failures to meet standards and expeciations will be detected and recorded. Prospective
contractors must propose a sysiem of penalties 10 apply in the event of failure to meet
requisite standards and expeciations, 10 the exient not otherwise specified in this RFP.

. One way that quality is measured is through the CA testing program which requires a proficiency
level for CapTel CAs of 130 WPM speed of transcription with a 2% or less Error Rate and 98%
accuracy requirement in a testing environment.

Quality is also measured in terms of answer performance by means of staffing. Hamilton
ensures-that adequate staffing will be supplied to provide CapTel users, under the agreed upon
volumes, with an average answer speed of 85% of all ca]]s"answered within 10 seconds on a

daily basis including abandons.

Hamilton ensures that service standards relating to answer speed will be met'including those
times of increases or spikes in call volume. CTI is able to manage call volume easily because
the States that have full CapTel service available typically have a limit on the number of

~GapTel-usersfor-the first-day-of service and also a limit on the number of additional users
that can be added per month. CTI also tracks the number of CapTel phones distributed to
users. Combining this with an average length of each call allows CTI to predict the number of
Captioning Assistants that are needed. CTI provides adequate trunking capacity, CA work
stations, personnel staffing, and equipment capacity to meet the current FCC Standard of 85% of
all calls answered within 10 seconds on a daily basis including abandons.

In addition, Hamilton ensures compliance with the P.01 customary TRS industry standard for
blockage. No more than one call in 100 will receive a busy signal when calling the Captioning

Relay
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Center at the busiest hour.
In addition, CTI also has reporting mechanisms and alarm systems to detect and record failures.

Hamilton is unable to accept the SLA contained in Appendix D. Hamilton has listed this as an }
exception in the Attachment to the Transmittal Letter. |

Hamilton verifies that this service is being provided today, therefore there is no time est:mate
associated w:th completion of this task.

s. Maintain an average speed of answer of 9.9 seconds or less for 85% of the calls
on a daily basis. Provide sufficient call center capacity such that abandoned or lost calls
do not exceed 2% of 101al call volume. These siandards apply separately to calls in.
queué for party-to-party calls and 1o calls in queue for a supervisor. Two-line call and
single-line call should be measured separately unless they are in the same queue. See
Appendix D for the applicable SLA.

As amended in the State’s responses to Pre-filed questions RFP 2005-2 CTVRS
Section IV-2.s. and Appendix D. In regards 1o the regiiirement for answer speed.

The State has decided the applicable standard for the term of the contract will be Federal
Communications Commission minimum standard as stated:

TRS facilities shall, except during network failure, answer 85% of all calls within 10 seconds

by any method which results in the caller’s call immediately being placed, not put in queue or
on hold.. The ten seconds begins at the time the call is. delivered to the TRS facility’s network. i
A TRS facility shall ensure that adequate network fucilities shall be used in conjunction with '
TRS so that under projected calling volume the probabih’rv of a busy response due to loop

trunk congestion shall be functionally equivalent io what a voice caller would experience in
attempting to reach a party through the voice Ielephone network.

Hamilton understands: 1.hat TRS facilities shall, except durmg network failure, answer 85% of all |
T cal]s—w:t]ﬁﬁ‘m‘seconds*b}raﬂymmod which results- nrﬂarca]]er 'scall immediately being :
placed, not put in queue or on hold.

Hamlllon ensures that adequale staffing will be supphed to provide CapTel users, under the 1
agreed upon volumes, with an average answer speed of 85% of all calls answered within 10 ‘
seconds on a daily basis including abandons. As a CanTe] provider in other states, Hamilton |
communicates with CT1I frequently to project future demand so all standards can be met.

Relay ™ | | |
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Hamilton ensures that service standards relating to answer'speed will be met including those

times of increases or spikes in call volume. CTI is able to manage call volume easily because

each State that has full CapTel service available has a limit on the number of CapTel users for ‘
the first day of service and also a Jimit on the number of additional users that can be added per’ ;
month. Combining this with an average length of each call allows CTI to predict the number of -
Captioning Assistants that are needed. CTI provides adequate staffing to meet the current FCC

Standard of 85% of all calls answered within 10 seconds on a daily basis including abandons. At

this time, all CapTel statistics are complled into one queune with the data provided on a

national basis.

Adequate network facilities are used with the provision of CapTel so that under projected calling
volume the probability of a busy response due to loop trunk congestion shall be functionally
equivalent to what a voice caller would experience in attempting to reach a party through the
voice telephone network.

Hamilton ensures compliance with the P.01 customary TRS industry standard for blockage. No
more than one call in 100 will receive a busy signal when calling the Captioning Center at the

busiest hour. '

Hamilton is unable to accept the SLA contained in Appendix D. Hamilton has listed this as an
exception in the Attachment to the Transmittal Letter.

Hamilton verifies that this service is being provided today, therefore there is no time estimate
associated with completion of this task.

1. . Explain how users and the Commission will be kept advised of changes 1o service
and of the status and expecied resolution of any service-affecting conditions. Seven (7)
days advance notice 10 the Commission and zeezs‘ze;ed users is required for any changes
affecting more than 5% of the regisiered users. For ry-eight hours notice is required for
any notice affecting 5% or less of the regisiered users. For any after-the-fact notice,
notice must be provided 10 the Commission within five (5) hours if equivalent alternate
service has been placed in service with no break in service. Breaks in service require

immediate notice 1o the Commission and notice 10 regisiered users as 10 how to obtain
equivalent allernate service in the interim.

Plans to Inform the State of Technological Advances
Hamilton will notify the PUC 7 days in advance of any change in the CapTel service which is
likely to affect more than 5% of all registered CTVRS users provided that such changes in the

. CapTel Service are known at least 20 days prior. For olher changes which will affect users,

Relay gi
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Hamilton will give at least 2 days notice, provided such changes are known to CT1 at least 10 ‘
days prior. - i

Hamilton will use a variety of communication methods to inform the PUC and users of new
developments or products such as formal letters, e-mail, (or phone conversations with the PUC)

when appropriate.
. ' i
u. Maintain and publicize a point of contact within the contractor’s organization for |
user and Commission questions and complaints if the contractor does not plan to actively
operate the CTVRS system in-house and on-premises. Minuites spent talking with this
point of contact and in escalation activities are. not compensable as CTVRS minutes even
" if CTVRS services are required 10 handle the communication.
' I .
As amended in the State’s Summary of Pre-proposal Conference
Section IV-2.u. regarding call minutes spent talking 10 the CTVIRS point of contact or in
escalation activities not be billed under the resulting contract.

Decision: The Vendors will each follow up with the subcontractor on their capability 10 provide
call minute separation for complaini/escalation and website/user information activities. If the
subcontractor cannot:currently provide such separation, the vendor should indicate this in its bid
response and include a statement that the vendor will commit 10 work with the subcontractor 10
develop that capability during the initial contract period.

Todd Behanna will be the PUC’s direct contact for complaints, consumer information or any
other needs. Todd’s contact information follows: ‘ '

Todd Behanna, Contract Manager
Hamilton Relay ‘
8383Greenway Blvd., Suite 90 ' |
Middléton, WI 53562 ' :
TTY: 800-600-7826 , ' ‘
Fax: 608-827-0402 '
E-Mailtodd-belrama@hamittonrelaycop—————————"—""~"" -

Hamilton is unable to provide call minute separation for complaint/escalation and website/user :
information activities performed through CapTel service. Hamilton has listed this as an ;
exception in the Attachment to the Transmittal Letter. - i

There is no time estimate associated with completion of this task.

Relay ™
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. Maintain and publicize a website and 10ll-free service with user and potential
user information and contractor contact information. Minutes spent talking with in
accessing such information are not compensable as CTVRS minutes even if CTVRS
services are required 10 handle the communication.

As amended in the State’s Summary of Pre-proposal Conference
Section IV-2.v. Disallows call minutes spent discussing with a caller information included on the
required website or in accessing potential user information. '

Decision: The Vendors will each follow up with the subcontractor on their capability 10 provide
call minute separation for complaint/escalation and website/user information activities. If the
subcontractor cannot currently provide such separation, the vendor should indicate this in its bid
response and include a statement that the vendor will commit to work with the subcontractor to
develop that capability during the initial contract period.

CTVRS Website

Hamilton will maintain and publicize a CTVRS website and toll-free service with user and
potential user information for Pennsylvania. Information such as the following will be listed on

this website:

‘ e Description of CapTel
Explanation of how to use CapTel
Links to the PUC’s website and to the PUC’s Telecommunications Device Dlsmbuuon
Program (TDDP) website
CapTel telephone numbers
Contact information for' Hamilton
Detailed complaint information

Hamilton will provide a link to Captioned Telephone, Inc.’s website on the CTVRS website.
Information such as the fo]]owmg is listed on CapTel's websue at www.captionedtelephone.com:

e . How to get CapTel

o How CapTel Woiks

o Benefits of CapTel

e CapTel Specifications

e 2-Line CapTel information
e Frequently Asked Quéstions

e Customer Service Information

e Instructions on using the CapTel phone
e CapTel user's manual -

e CapTel + 911

paaalvens GpTel.
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Hamilton is unable to provide call minute separation for complaint/escalation and website/user
information activities performed through CapTel service. Hamilton has listed this as an
exception in the Attachment to the Transmittal Letter.

Hamilton estimates spending 16 marketing staff hours.to implement the CTVRS website. -

w, Maintain and publicize informational materials for users on cont aézor,
Comimission, and FCC complaint and complaint escalation procedures sufficient for
users 10 know the proper procedures for filing or escalating complaints. '

Hamilton will maintain and publicize information on the CTVRS website for users on Hamilton,

PUC, and FCC complaint and complaint escalation procedures.

Description of Complaint Procedures on CTVRS Website
Hamilton’s Complaint Resolution procedures and FCC complaint processes will be described on
the CTVRS website.

The CTVRS website will include the following language or can be changed if so desired:

To complain about a CTVRS call, please contact:

CapTel Customer Service OR Hamilton Relay Customer Service

By CapTel Phone or voice: 888-269-7477 By CapTel phone, Voice or TTY: 800-618-4781
By TTY: 800-482-2424

By FAX: 608-238-3008 By Fax: 402-694-5110

Email: CapTel@CapTelMail.com E-mail: info@hamilionrelay.com -

By Mail: : By Mail: .

Ultratec, Inc. Hamilton Relay Customer Service

Atn: CapTel Customer Service P.O. Box 285

450 Science Drive Aurora, NE 68818

Madison, W1 53711 i

If they are unable to resolve the comp]amt to your satlsfacnon, contact your State Relay
Administrator. If your complaint remains unresolved, you may contact the Consumer
Information Burgau at the FCC. The FCC will investigate your complaint and determine a course
of action. If you remain unsatisfied, you may submit a formal, written complaint to:

FCC Enforcement Bureau
Telecommunications Consumer Division
Washington, D.C. 20554

Hamilton estimates spending 40 marketing staff hours to implement.

. Relay
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1V-3. COMMUNICATION ASSISTANT (CA) STANDARDS. The proposal should
provide details as 1o the methods of meeting the following minimum CA standards:

a. CAs must have 1he requisite experience, expertise, skills, knowledge, and
education and be adequately trained 1o accuraiely caption in a professional manner the
words spoken by the hearing party without intervening in the communication between the

parties. : : ,

All CapTel CAs are required to have the requisite experience, expertise, skills, knowledge and-
education and are adequately trained to accurately caption in a professional manner the words
spoken by the hearing party without intervening in the communication between the parties. CTI
has a detailed CA training plan in place to ensure that all standards as applied by the FCC to the
provision of CapTel are met by each CapTel CA. At any time if a prospective CA does not
demonstrate the ability to achieve the expected standards, they may be removed from the training

group and employment terminated.

Hamilton verifies that this service is being provided today, therefore there is no time estimate
associated with completion of this task.

" b. . CAs must keep the existence and conient of all calls confidential and must not
maintain any records of conversation content in any form. Paper and/or electronic
storage of any communications conducied over the relay will not be permitted in order 10
safeguard confidentialiry. Confidenriality of communications obligations survive the
termination of this contract. Prospective contraciors must provide a copy of the
confidentiality agreement that CAs will be asked 10 sign.

Hamilton ensures that all CAs will adhere to strict policies of confidentiality, which comply with
all FCC confidentiality requirements. Hamilton will collect only that personal information
necessary to provide and bill for the CapTel Relay service being rendered. Following is a

Confi denua]ny Agreement that all CAs are required to sign prior to taking any live calls.

Confi dentlahty Agreement
Information obtained during a CapTel call should not be shared with any person except a

member of the CapTel management staff who has asked for specific information. This
information may be needed to clarify technical, policy, emergency, venting, consumer or
customer service issues. General call information will not be shared unless it is used to clarify,
vent, or 1eacn Information about call content should be discussed in a private area only.

A Captionist may feel the need to “vent” about a call due to problems, complaints or stress from
handling the call. The Captionist may ask to speak to a Superv:sor or other member of

Pennsylvania CapTel
Relay
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management (as long as it wasn’t their call) in a private area. Clarify before the conversation
you wish to “vent” about a call. :

The success of CapTel depends on quality and complete confidentiality. Consumers will be less |
likely to use the service if they feel their personal and professional calls are not kept in the
strictest confidence. It is very important all Captionists understand and abide by the *
confidentiality policy.

CA s do not maintain any records of conversation content in any form. Paper and/or electronic
storage of any communications conducted over the relay are not be permitted in order to
safeguard confidentiality. Hamilton understands that confidentiality of communications
obligations survive the termination of this contract.

Hamilton verifies that this service is being provided today, therefore there is no time estimate
associated with completion of this task.

Relay
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1 HAVE READ THE FORGOING AND AGREE AS FOLLOWS:

e 1 will not disclose to any individual (outside of a member of the CapTel management
staff) the identity of any caller or information 1 may learn about a caller (including
names, phone numbers, locations, etc.) on any CapTel call. -

¢ 1 will not act upon any information received while processing a CapTel call. ,

o 1 will not disclose to anyone the names, schedules, or personal information of any fellow
worker at CapTel Inc.

e 1 will not share any information about CapTel calls with anyone except a member of the
CapTel Inc. management staff in order to investigate complaints, technical issues, etc.

e 1 will continue to hold in confidence all information re]ated to the work and ca]ls 1 have
performed while at CapTel Inc. after my emp]oyment ends.

‘ o I will NOT reveal my Captionist ID number in conjunction with my name unless asked
m by a member of the CapTel Inc. management staff.

e 1 will not share with anyone any technical aspect of my position at CapTel Inc. unless
asked by a member of the CapTel Inc. management staff.

e - 1 will not talk about consumers or call content with any fellow Captionists.
e 1 will not listen to or get involved in calls taken by fellow Captionistsi

1 understand a breach of any part of this agreement may resﬁ]t in disciplinary action up to and
including termination of emp]oyment at CapTel Inc. 1recognize the serious and confidential

nature of my position.

Emp]oyee Name _

Date

Pei\psylvania CapTel
Relay
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C. CAs must meet or exceed the current FCC siandards for TRS minimum

transcription speed.

CapTel CAs are required to maintain a proficiency level of 130 WPM speed of transcription with '

a 2% or less Error Rate and 98% accuracy requirement in a testing environment. This
information, listed in the CapTel Summary Report under the heading titled CapTel CA Statistics
will be reported monthly to the PUC.

Hamilton verifies that this service is being provided today, therefore there is no time estimate
associated with completion-of this task.

d. CAs shall not limit the length of a call or limit the number of calls and shall stay
with the call for a minimum of 1en (10) minures when answering and placing a call.

CapTel CAs do not limit the length of a call and will stay with the call for a minimum of ten
minutes when answering and placing a call.

Hamilton ensures compliance with the FCC rule which requires that the CA shall stay with a
relay call for a minimum of ten minutes.

The situations in which a CA would change during a call would include:

1) More than 10 minutes past scheduled break or lunch time

2) More than 10 minutes past the end of a shift

3) CA is observed having extreme difficulty processing the call

4) Call has been in progress more than 30 minutes with difficult call content or speed, or 60
minutes or more of an average call

The change of CA is handled through a supervisor who approves the change, finds an available
CA to exchange, and issues the Call Take Over. When a change occurs, the new CA is identified
to the CapTel user. Just prior to the change in CA a message is sent to the CapTel user
indicating there will be a change in CA. After the change, a new message is sent with the new
CA number indicating they have taken over the call. This way the client can choose to stop the
standard phone user from talking for a moment until the new CA is fully in place. The change
attempts to take place while the client is speaking so that the least amount of information to
caption is lost.

Hamilton verifies that this service is being provided today, therefore there is no time estimate
associated with completion of this task.

e. CAs shall not disconnect a call against the wishes of the originating and
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terminating parties but shall have a supervisor 1ake over the call if necessary.

CA’s will not disconnect a call against the wishes of the ongmatmg and terminating parties, but
will have a supervisor take over the call if necessary.

Hamilton verifies that this service is being provided today, therefore there is no time estimate
associated with completion of this task.

f CAs will iransfer any emergency call 10 the appropriate PSAP. In addition, the
CA must pass along the caller’s telephone number 10 the PSAP operalor when a caller
disconnects before being connected to emergency services.

Due to the nature of CapTel technology, the requirement to estab]ish and maintain appropriate
contacts and connectivity with the Pennsylvania Public Safety Answer Points (PSAPSs) does not

apply.
911 calls with a CapTel phone connect directly to the PSAP. The PSAP receives the caller's

ANI directly from the network. The captioning service and CA are not involved in the
. connection to 911 and, therefore, do not need to pass along the caller's ANL.

911 calls placed using one-line CapTel are not routed through the captioning service ~ the
CapTel user connects directly to the PSAP in VCO mode on the CapTel phone. Therefore, the
captioning center is not involved in any way and is therefore unable to pass along a caller’s ANI
to the local PSAP. However, since the caller dialed 911 direct, the 911 center receives ANI

information just as they would on any other call. 1

When calling 911 in emergency situations usmg 2-Line CapTel, one line is routed directly to the
appropriate 911 center and the second line is routed to the! icaptioning center. This allows the
user to receive captions on one line and hear the conversatlon as well as be connected directly to
the 911 center. The 911 center receives the caller's ANI mformat:on directly from the network in

the same way as a non-CapTel call.

Please see previously in this Tab in Section 2.1 for more information regardmg the 911 process
via CapTel.

Hamilton verifies that this sérvice is being provided today; therefore there i is no time estimate
associated with completion of this task..

Relay ;;
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1V-4. CTVRS USER EQUIPMENT. The proposal should provide details as to the methods of
' meeting the following minimum equipment standards:

a. . CTVRS must be compatible with the existing population of captioned telephones -
in use in Pennsvlvania. This includes 1he existing CapTel Trial equipment and Intérim :
Service equipment. If this is not 1technically feasible, prospective contractors must ‘
explain how change out of the existing equipment would occur. ' -

Hamilton’s provision of CTVRS will make use of the Captioned Telephone, developed by
Ultratec, Inc., which is the same equipment used by the existing population of captioned
telephones in use in Pennsylvania.

Hamilton verifies that this service is being provided today, therefore there is no time estimate :
associated with completion of this task.

b. CTVRS users must be kept informed of the status of the call through the
equipment display window, such as dialing, ringing, busy, disconnected, or on hold,
throughout the call session. The system must provide feedback 1o callers regarding the
call status within ten seconds after a caller has provided the number 10 call and continue :

10 provide feedback until the call is answered or deemed not unswered. '

The CapTel display provides word-for-word captions at all times during a call session, including
the status of the call, such as dialing, ringing, busy, disconnected, or on hold, throughout the call
session. The system will provide feedback to callers rez’gardin g the call status within ten seconds
after a caller has dialed the number and will continue to prov:de feedback until the call is
answered or deemed not answered. {

Hamilton verifies that th]s service is being provided today, therefore there is no time estimate
associated with completion of this task.

C. User equipment must be capable of being moved from one premises 10 another by ‘
the user. ;

The CapTel phone can. be moved from one premises to another by the use‘r.

Hamilton verifies that thls service is being provided today, therefore there is no time estimate i‘
associated with comp]ctJon of this task. |

d. The contractor is responsible for ALL matiers relating 10 user equipment, except :
with regard 10 the equipment used by consuniers who qualifv jor the Telecommunications

Relay ™
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Device Distribution Program (TDDP or TDD Program) equipment distribution. (See 35
Pa. C.S. § 6701.3).

As discussed in the State’s Summary of Pre-proposal Conference '
A clarifying question was raised by Sprint: Whether the contracior was expected 10 provide end

user equipment under the contract for customers not covered by TDDP?

The following response was offered: No, the vendor is expected o be part of the procurement
stream. of activity and an enabler 10 enhance the program. They are not expected to inventory
equipment. However, they are expected 10 be involved in referrals and could provide or
negotiate discounts on behalf of CTVRS cusiomers who are not eligible for TDDP distribution.
The vendor is viewed by the Commission as a pariner in this program 1o assure quality
resporsive service 10 the users.

‘e Efforts should be made to seek the besi price on the equipment 1o be sold 1o the
residents of Pennsylvania. This includes the options of refurbished equipment and bulk
. purchasing of equipment.

Hamilton will promote the distribution of CapTel phones to potential CTVRS users to assure
quality responsive service to users.

In order to provide the best price on equipment, Hamilton will arrange, for a limited time only, to
make CapTel™ phones available for just $99.00 (normally a retail value of $495) to those who
do not qualify under the TDDP program. End users can make use of a 90-day trial period, which
guarantees that if end user is not entirely happy with CapTel s’he can return the phone for a full
refund within 3 months. To obtain a CapTel™ phone, end users simply submit a completed order
form to WCI (Weitbrecht Communications, Inc.). Orders are fulfilled by WCI on a first come
first serve basis. Hamilton will make order forms available via the CTVRS website and

Customer Service.

Refurbished units are offered on a very limited basis depending on availability. Units are sold
directly through WCI. In addition, WCI sells the units to the TDDP program.

v

Hamilton estimated apprqximately 5 Contract Management hours per month will be associated
with completion of this task.

r Except with regard 1o consumers wha qualifv for the TDD Program. the user will
be responsible for the cost of user equipment. No user equipment costs are 10 be rolied
inio the MOU rate.

Relay =™ i
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Hamilton has included the cost of the $99 offer in its MOU rate. If the $99 is not desired,
Hamilton will subtract the cost of this offer from its per minute MOU.

’

There is no time estimate associated with completion of this task.

8 Prospective contractors must detail their warranty and maintenance plans for
user equipment.

Following is the warranty offered with the CapTel phone.

: Ultratec One Year Limited Warranty
Warranty terms: .
Ultratec shall repair or replace a defective Product, at Ultratec's option, free of charge if returned
to Ultratec, freight prepaid, within one year after the Product has been shipped to Purchaser,
provided, however, that Purchaser shall give Ultratec written notice within said time period of
the fact of such defective product and shall also indicate in writing the nature of the defect upon
returning the defective product to Ultratec.

This warranty covers defects in materials and workmanship only. It does not cover damage
caused by accidents, defects or damage resulting from misuse, abuse, or disregard for reasonable
care, or damage caused by subjecting the product to unspecified electrical voltage or attaching
inappropriate device.

Other than as stated herein, there are no other warranties, whether by sample or model, by
description or quantity, whether expressed or implied, and there are no implied warranties of
fitness for a particular purpose or of merchantability.

This warranty shall be limited to the foregoing obligations of Ultratec and specifically excludes
any incidental or consequential damages resulting from defects in the product.

Warranty service is available at : National Service Center
: Ultratec, Inc.
450 Science Drive
Madison, W153711
608-238-5400 Voice/TTY

In the case that the product is shipped to an Ultratec service center for warranty service, the
owner is responsible for payment of shipping charges. Because damage during shipment is not
covered by this warranty, the product should be insnred for shipment by the owner.
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Four Year Limited Warranty Extension

Warranty terms:
Same as described above with one exception. It does not cover battery replacement.

Hamilton verifies that this service is being provrded today, therefore there is no time estimate
associated with completion of this task.

h. Prospective contractors must detail plans for upgrading user equipment.

The company that developed the CapTel phone does from time to time make software upgrades

available for user equipment. Software upgrades can usually be done automatically over the ‘
telephone line. Hamilton will noufy the PUC and users of any CapTel upgrades that are »
available. ‘

As discussed prev1ous]y in this Tab, CapTel technology was developed by Ultratec, Inc., the ,
parent company of CTI. CTI is the sole source provider for CapTel service in the Umted b
States. Further in this section is Ultratec’s technology timeline, which clearly demonstrates its
' ability to adapt to improvements in CapTel techno]ogy and to implement state-of-the-art
. technology in providing the service.

Plans to Inform the State of Technologlcal Advances

Hamilton will notify the PUC 7 days in advance of any change in the CapTe] service which is
* likely to affect more than 5% of all regrstered CTVRS users provided that such changes in the

CapTel Service are known at least 20 days prior. For other changes which will affect users,

Hamilton will give at least 2 days notice, provided such changes are known to CTI at least 10

days prior.

Hamilton will use a variety of communication methods to inform the PUC and users of new
developments or products such as formal letters, e- -mail, (or phone conversatJons with the PUC)

when appropriate. T . .

" CapTel Technology
CapTel technology was deve]oped by Ultratec, Inc., the parent company of CTL. CTl1is the sole

source provider for CapTel service in the Umled States. Following is Ultratec’s technology
timeline, which clearly demonstrates its ability to adapt to rmprovements in CapTel techno]ogy
and to mlp]emem clate-of-t,he art technology in providing the service.
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. The Quality Leader

. Since 1978, Ultratec has been listening to people who use TTYSs to de31gn better, faster, and less
expensive ways of connecting people with people. By putting the customer's needs first, Ultratec
has grown to become the world's largest manufacturer of TTYs. Today, Ultratec TTYSs are
recognized worldwide as the standard for excellence in text telecommunications

"Advanced Technology/Ultratec Inventions

For more than 27 years, Ultratec has pioneered the way in text telecommunications technology,
inventing new ways for people to communicate with one another. Ultratec’s numerous patents
attest to its ongoing commitment to research and development. :

Ultratec's Technological Innovations-Technology Timeline

Please visit Ultratec’s website at http://www.ultratec.com/info/GenHistTime.htm] for a detailed
Technology Timeline that itemizes by year all of Ultratec’s technological inventions from 1978
to 2005. Below is information taken from Ultratec’s website hi ghhghtmg the technological
invention of CapTel beginning in the year 2000. :

%2000...Consumer testing begins on CAPTEL, or Captioned Telephone, a new breakthrough
that allows people who have difficulty understanding what is being said over the telephone to
receive live captions of their telephone conversations. CapTel is the key to making telephone
calls functionally equivalent to traditional voice calls, enabling people who are deaf or hard of

hearing to enjoy 1e]ephone conversations with the same ease, speed, and confidence as telephone

callers everywhere...

2002...Consumer, testing continues on CapTel throu ghOut the United States, with more and more
states conducting consumer trials over the course of the| year. In recognmon of its adoption of
Ultratec’s CapTel and Fastran technology, the state of Wisconsin receives the NASCIO
Recognition Award for Outstanding Achievement in the field of Information Technology...

2003...CapTel technology is APPROVED BY THE FCC, enabling individual states to offer
CapTel] as part of theirrelay services. In announcing the decision, FCC Chairman Michael
Powell states that CapTel “brings important innovation and additional choice to Americans with
hearing disabilities.” Ultratec develops 2-line CapTel, offering CapTel users even greater
flexibility/control over their own cal]s. ..

2004...In January, Hawaii becomes the first state to offér FULL SERVICE CAPTEL to its Relay
customers. Many more states convert from consumer trials to full service CapTel over the course
of the year. By December the majority of states, nat1onw1de offer full service CapTel as part of
their standard re]ay service, CapTel service is also available nationwide throu gh the Federal

Relay Service..
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2005...Expansion underway at Ultratec's Communlcatlons Research Center as interest and
demand for CapTel service continues to soar..

Because Hamilton and its subcontractor are cominua]ly researching technological advancements
it is difficult to predict the number of staff hours that will be spent on the development of

technology. : .

i Contractors may not impose any unreasonable barriers on customer-provideéd
user equipmen.

The only equipment that works with this service is the CapTel phone.
J- End users shall have the option of either single-line or 2-line service.

CTVRS users will have the option of using either One-Line and Two-Line CapTel Service.
Please see the following Section for a description of both services.

Hamilton venﬁes that this service is being provided today, therefore there is no time estimate
‘ associated with completion of this task.

k. Prospective contractors must provide a detailed description of the oper ation of
their 2-line CTVRS as contrasted with single-line CTVRS.

Following is a description of the benefits of using 2-Line CapTel as well as how it works.

2-Line CapTel Service

2-Line CapTel Service truly enhances the functiona) equivalency and quality of CapTel Service.
2-Line CapTel benefits users because calls are direct between parties. 2-Line CapTel also
supports enhancements that users have purchased from their Jocal telephone company, including
call waiting and Automatic Call Back (*69). Another advamage is that captions can be turned on
or off.at any time during the call. This means that multiple users in the same location can enjoy
a conversation via another extension in the home or office.' Users also benefit because
capuonmg is available on.emergency 911 calls and there is no separate te]ephone number for

voice callers 1o remember.

By using two telephone lines, the CapTel users listen to their conversation on one line while
receiving typed text from the captioning service on the other line. When a CapTel user

receives a call, the standard phone user will simply dials?the user’s phone line directly
instead of dialing an 800.number and accessing the captioning service. When calling 911 in
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emergency situations, the 2-Line CapTel users’ call is routed through the captioning center
allowing the user 1o receive captions on one line and hear the conversation on the other line.

Requirements for 2-Line CapTel Service

e A CapTel telephone (Model 200)

e Two analog telephone lines with separate telephone numbers are required. The second line
cannot merely be an extension line. _

e Individuals must configure the CapTel phone in order for 2-line CapTel service to be
enabled. It will not automatically switch to 2-Line mode.

- These instructions are included in the CapTel User Manua] as well as on the CapTel Website.

‘Dialing 911 in an Emergency ~ Two-Line CapTel

When calling 911 in emergency situations using 2-Line CapTel, one line is routed directly to the
appropriate 911 center and the second line is routed through the captioning center. This allows
the user to receive captions on one line and hear the conversation on the other line

Dialing 911 in an Emergency - Single Line CapTel |

When calling 911 in emergency situations, the single line CapTel users’ call will be
automatically routed to the appropriate 911 center because the call was placed from the users
home line. 911 calls will not be routed through the captioning service. This means:

o There are no delays in accessing emergency personnel, as calls are directly connected to a
911 call center.

e Emergency 911 calls are not captloned in the same manner that regular CapTel calls are

“because the call is not routed through the CapTel Captioning Service.

e Emergency 911 calls are treated as VCO calls during which the 911 call-taker can hear’
everything the CapTe] user says, and then types their response (on a TTY) that appears
on the CapTel display screen.

e The CapTel user speaks directly into the handset as with any other CapTel call. The 911
call-taker will hear everything the CapTel user says. The CapTel user will not be able to
hear the call taker, but the - dispatcher can type instructions on a TTY which will appear

~ on the CapTel display screen.

o Emergency 911 Services will know the ANI caller and be able to locate the individual

and send appropriate help, based on the location from which the CapTel call is placed.

Pennsylvania CapTel
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